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[bookmark: _Toc95592825]Executive Summary

Alesha Mart started its journey on 1st January 2021. Alesha Mart is an e-commerce brand under Alesha Holdings Ltd. They are an online commercial transaction platform. They are determined to empower people to solve and simplify their daily needs. They gained huge market acceptance by ensuring the delivery of their products on time. Alesha Mart has competitors in in their fields of business but they have managed to be one of the better performers in the industry 

Alesha Mart is found to manage their customer services through the appropriate alignment of both inbound service employees & outbound service employees with their customers’ needs and requirements. Inbound service employees receive phone calls from customers and provide meaningful solution to their problems over phone. If the problem is critical then they take notes and immediately pass that complain to their seniors like team leader, assistant manager for better handling of the critical complaints. Outbound service employees call customers to confirm the product order and to inform customers about the product(s) and any other related issues. Sometime they also take feedback about product quality and different other attributes of their operation from their customers.

Social media service is also a critical component of the Customer Service Department of Alesha Mart. People working in this wing give all the updates about the on-going campaigns in the social media. They also receive complaints from customers through social media and also are naturally assigned with the responsibilities of giving feedback to customers’ queries over social media. Another wing in the Customer Service Department of Alesha Mart is responsible for developing and managing relationships with the target market and various relevant stakeholders.

Majority of the problems received by Alesha Mart include failing the scheduled product delivery time, delivery of the product with inappropriate qualities, and various payment related payment issues.
There is no formal procedure in Alesha Mart to measure the customer gap. I strongly recommend such a formal procedure to be implemented soon. Such customer gap, if effectively identified, can be later related to various service producer gaps. Alesha Mart can then develop various plans and strategies to reduce those provider gaps for the purpose of reducing the all-important customer gap. 
Key Words: Customer Services, Alesha Mart
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[bookmark: _Toc95592828]1.1 Organizational Overview
Alesha Holdings Ltd is a collection of industries with a young corporate history, a bright present, and a bright future. 'Alesha' was founded in 2018 by a group of experienced, hardworking, and challenge-seeking executives. "Satisfying consumers by delivering the greatest possible goods and services, maintaining proper business ethics, and passion to reach the top" has been the company's mission statement from its start. Alesha is primarily interested in and values the 'Go Green Think Green' philosophy. All of the industries and industrial locations are carefully selected and constructed. Alesha promotes lasting intrinsic growth for individuals and organizations at every level with her in-depth industry expertise and ability to enable positive transformation.
Alesha holdings Ltd. has a few sisters concern companies, one of which being Alesha mart. Alesha Mart opened its doors on January 1, 2021. Alesha Holdings Ltd owns the e-commerce brand Alesha Mart. They are a platform for internet business transactions. They are dedicated to provide folks the tools they need to solve and simplify their daily problems. In Bangladesh's digital era, where e-commerce is expanding, they are offering a wide range of products and services to suit market demand. Following Bangladesh's digitization, a slew of multinational companies flocked to the country to try to meet the market's supply and demand. But, as a local business, Alesha Mart is delighted to meet local market needs and to represent Bangladesh internationally.
[bookmark: _Toc95592829]1.1.1 Mission, Vision, and Objectives
[bookmark: _Toc95592830]Mission: Alesha mart only has one goal which is make life easier. It means they want to give best service to its customer so that the customer doesn’t need to worry about the service quality. And for buying something customer don’t need to search for the product customer can easily order in Alesha Mart and can receive its product by staying home.
[bookmark: _Toc95592831]Vision: Alesha Mart vison is introduced as shopping without any barrier all over the world. Alesha Mart wants to deliver its products and services all over the world. Like, customers can order from anywhere and receive his or her product from his place. So that there will be no barrier in shopping.
Business Motives and Realized Philosophy and Distinctions: 
· Alesha Mart simply makes the best out of simple process.
· Alesha Mart is new generation e-commerce site decorated with customized facilities and services to ensure all the human needs.
· Alesha Mart is the place where people find the best product, Alesha Mart offer the best price, present it to the customers who seek and desire the quality.
· Alesha Mart strives to became a trusted brand in global platform.
[bookmark: _Toc95592833]Organogram of Alesha Mart
Alesha Mart started its journey on 1st January 2021. That was the time when e-commerce business was growing rapidly in Bangladesh. Alesha Mart started its journey with few employees. And day by day, it is increasing the number of employee because of the organization’s rapid growth. Here is the organogram that I found when I was working with Alesha Mart.
[bookmark: _Toc95592834]1.1.2 Operational (Functional) Departments of Alesha Mart.
Every organization has different type of operational departments. Operational departments can formed can be affected by organization’s size. As Alesha Mart still new to the e-commerce market its operational departments are growing. Here is some basic operational departmentd that every organization needs to start with. Alesha Mart has some major departments which are listed below:
· Account Department
· Human Resource Department
· Customer Service Department
· Brand Management department
· Operation Department
· Business Development Department
· IT department
Each of the department has its sub-department(s) and all of them are working harmoniously within and cross-functionally across the departments for the organization to make it more effective.
[bookmark: _Toc95592835]1.1.3 Business of Alesha Mart
Alesha Mart is a complete online based market place. Alesha Mart works like a bridge to business to customer. Different types of companies give their products to Alesha Mart and customers buy those from Alesha Mart. During the COVID 19 pandemic situation e-commerce sites, in general, became more popular to customers. Because of safety issue customer didn’t want to go to outside for shopping. They ordered from home and Alesha Mart delivered the products to them. Alesha Mart tries to communicate directly to company and bring their products and sell then through Alesha Mart website at discounted or regular prices. There are also categories in Alesha Mart website. So that customer can find easily their products within those categories. Those categories are listed:
· Electronics & Gadgets
· Fashion & Lifestyle
· Home & Living
· Health & Beauty
· Daily Needs
· Sports & Outdoor
· Book & Stationery
· Toys & Games
· Traditional Goods
· Automobiles & Biking
· Food
These are the major categories of Alesha Mart. In initial stage Alesha Mart focused on Automobile & Biking category. Alesha Mart quickly became famous for this category. By doing these they gained popularity and they started focusing on many other categories. 
[bookmark: _Toc95592836]1.1.4 Scenario of the Operation
Alesha Mart is a commerce platform where customers can buy products from Alesha Mart website. Alesha Mart is a bridge between customer and company. Alesha mart directly contracts with company or its vendor. Alesha Mart receives products from those companies and set a discount price in their website and then sell them to customers via their own online platform. Different commission rate is charged for the different categories of products. The commission rate can vary in different occasions. Alesha Mart has their own service offerings and some of them are given below.
[bookmark: _Toc95592837]Business to Business Contract
Alesha Mart is a new e-commerce platform in Bangladesh and it is one of the biggest e-commerce platforms in Bangladesh. Alesha mart does business-to-business marketing by purchasing products from directly different companies at different rate. And then sell those to customers via their website.
[bookmark: _Toc95592838]Promotional Campaign
Alesha Mart does promotion campaign via online to attract more customers. They mainly use social media and their web site to attract more customers by giving different types of product campaign. They do physical campaign when they launched their e-commerce business for the first time. They also send SMS to future or potential customers in their phone numbers. Alesha Mart is more focused on social media campaign because social media is a big place to get all or maximum number of customers together. 

[bookmark: _Toc95592839]Customer Care Service
Customer satisfaction is the first priority to every organization. For customer satisfaction Alesha Mart have its own customer service. Costumer can call to Alesha Mart helpline number for any kind of information. They also can mail to Alesha Mart support center. And customer can physically visit Alesha Mart customer care service center. When customers placed any order CSC (customer service center) team connect to customers for verification purpose. 
[bookmark: _Toc95592840]Collection of Ordered Products
Alesha Mart doesn’t directly store any product. When an order is placed by the customer, seller drops the ordered product in the nearest hub. After finishing the required packaging and labeling its stored in the warehouse. After that its being prepared for the ordered location. 
[bookmark: _Toc95592841]Delivery:
After the packaging is completed, the product is ready to be shipped. Inside Dhaka Alesha Mart deliver by its own logistic department but outside Dhaka they deliver the product by courier service because Alesha Mart still does not have the coverage all over Bangladesh by its own logistic department. They try to deliver within promising time.
[bookmark: _Toc95592842]Policy of payment:
Due to developed technology available in the country, there are several types of payment methods are available in Bangladesh. Cash on delivery (CoD) is the most popular payment method to customers. In cash on delivery, customers have to pay the required cash only after receiving the product(s). There are also some other payment methods.
If customers want, they can pay via Bikash, Nagad, visa card, and/or other bank cards. Alesha Mart accepts these types of methods too. Alesha mart pays its seller money via bank accounts.
[bookmark: _Toc95592843]Returns & Replacement Policy:
All products listed under a particular category may not have the same return/replacement period. Promotion may or may not follow this policy. Replacement Period after Delivery is applicable if product received is defective or damaged or not as described. 
If customers have received a damaged or defective product or if it is not as described, customers can place a replacement request on the Website/App or making direct call to our customer care within the applicable Return Policy period. For all Electronics and Appliance's Category: If any manufacturing defects, then customer can apply for replacement within 72 hours from the date of product(s) received.
[bookmark: _Toc95592844]Technological Flows
There will be have some technological flow because the whole operation is conducted online. Alesha Mart is trying to reduce this issue as much as they can. But still there are few issues Alesha Mart has to deal daily.
Alesha Mart makes payments through bank to its sellers. Sometimes, It is really difficult to get the payment on time. There are also some consumer issues. Issue resolution team and others are working on these issues. The majority of these issues are briefly described below:
[bookmark: _Toc95592845]Invalid Payment: if the payment is not occurred through online then it is considered as an invalid payment.
[bookmark: _Toc95592846]Fraud: if the issue resolution team find false information given by seller or buyer then it’s considered as a fraud.
[bookmark: _Toc95592847]Order Cancellation: Customers cancel the order after processing but after cancelation if customers want to again process that order then it is impossible to do. In that case customers have to order again. CSC, IR and logistic have the permission to cancel any ordered item.
Out of stock: it is possible in some cases that the product can be out of stock after customers’ placing the orders. If in that case of customer already paid for the product then that payment is usually refunded to customers within 7 days. It can be different in different products or product categories. 
[bookmark: _Toc95592848]Delivery Failure: if logistic team is unavailable to reach the buyer, then delivery team can give back the product to its nearest hub. If customer want to take that product, then he has to collect that from hub. 
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[bookmark: _Toc95592851]2. Business Operations
[bookmark: _Toc95592852]2.1 Outline of Customer Service Department

Alesha Mart has their customer service department and in customer service there is 3 mediums to provide customer its service. Those are 
1. Inbound/outbound service
2. Social media service
3. Physically service 
Inbound/Outbound Service: Inbound and outbound service there, main focus is to solve customer any type of product that customer facing thorough over phone call. And from this service we communicated customer over phone by calling then to inform update about their order and any things. And customer who is unavailable to go to physically service center they can get service from this medium. Inbound and outbound service is open for customer 24/7. Because whenever customer face any problem or they have any question they can call anytime and get their problems solution over phone call. 
Social Media Service: if customers have some basic questions, then they can text to Alesha Mart social media service. Which is Alesha mart group or official page. They can text there and get their service. In social media customer can know about the upcoming campaign and their delivery date and etc.
Physical Services: Here customers have to visit customer service center then there will be employee of Alesha Mart. who will give services to customers and solve their problems directly. 






[bookmark: _Toc95592853]2.2 Job Responsibilities

I had to work as an inbound/outbound agent. I have to provide customer problems solutions over phone calls and call them to know if they got their delivery on time and many other things. I had learned so many things a working there as an inbound/outbound logic. My colleagues were very helpful and they help me to do my works and/tasks properly. They help me to handle customers properly.

My day-to-day Task Requirements: 
· Firstly, I have to greet the customers. And I need to know the types of the problem of the customers and potential solutions to those problems.
· Then I have to verify if the problem is real or customers just complain randomly. If the problem is real then I have to give the customer a solution.
· If the problem is critical then I have to let my senior know about this problem and report to my supervisor about this problem details and wait for their response. 
· After that when supervisor gave me the solution, I have to communicate with the customer again and gave him/her his problem solution over phone call. 
· If any customer wants to know how to do order or many other things then I have to inform them over phone calls immediately and make new customers for the organization. 
· Sometime I have to attend group meetings for the updates about campaign and other things that will help customer. 
· At the end I have to make a report to my supervisor about in which sector customers are facing the problem most. 
From the beginning of my internship, I was looking for experiencing something new. My overall experience in Alesha Mart was really good. The first time I went to the office of Alesha Mart for my interview, I liked the environment of the office very much. After joining Alesha Mart, employees were very much co-operative and helpful.
As Alesha Mart is a e-commerce site where people can buy things that are available in their website from home. Their working environment is very good. And all employees were very helpful and cooperative. Their senior-junior employee-relations is very close and healthy. I enjoy working there and learn so many things from them. And I have some test of corporate culture. 
Overall, my experience in Alesha Mart was really memorable. I learnt so many new things. I enjoyed my work there and never felt bored. Certainly, I faced many hurdles but with time I have overcome all of them and gotten the palate of corporate world. I was able to make some networks with different people from different backgrounds.

[bookmark: _Toc95592854]2.3 Personal Development

Ability to Work under Pressure: Sometimes I have to do multitasking which was tough for me as a fresher and work under pressure. From there I learned how to organize my work and do work effectively and efficiently. Working under pressure taught me to keep calm and composed in stressful situations and work to achieve the target. 
Teamwork: Most of my tasks were based on team skills. Communicating with other employees frequently, apprising everyone with new updated information. Such experience has improved my aptitude to work in a team environment effectively.
Professionalism: I have learnt to act professionally and behave maturely in the work place. My internship developed a sense of professionalism in me such as- dressing up gently to look smart and confident, being punctual; maintaining confidentiality and working with responsibility. Moreover, it helped to learn various rules and regulation in the corporate world and how to fit in there.
Communication Skills: Working 8 hours daily in a e-commerce business where communication is a foremost thing, helped me to develop my communication skill. It has exposed me to the office culture in an extended vision which I have not experience during my academic years.
A Taste of Corporate Culture: Working in a corporate office is a new experience for any fresh graduate. Organization culture is not learned overnight. To know about the culture, people need to stay in the environment for a while. Then the culture is learnt and known. Knowing the company culture gives an advantage to interact with other people with respect.
Knowledge in the New Field: Before starting at Alesha Mart, I had no knowledge regarding how an e-commerce business works. After working there, I now have sufficient knowledge regarding how an e-commerce business operates, how each department contributes in making a successful work and the chain of command that is maintained there. 
Community Management: During my work, I had few opportunities to maintain Alesha Mart official page. I had to reply to various queries by the consumers, also complains and I had to continually engage with them instantly on social media. This internship has enhanced my interpersonal abilities as I had to communicate with my supervisor, colleagues, administrators and different officials outside the workplace. It has additionally improved my personal abilities as I have spoken with various executives in regards to various queries. In general, it has supported my confidence to associate better with individuals both officially and informally.
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[bookmark: _Toc95592857]3. Competitor Analysis
[bookmark: _Toc95592858]3.1 Competitors of Alesha Mart

When Alesha Mart started its journey as an e-commerce site, the e-commerce business was already getting popular and getting more consumers. Day by day it is still getting popular. When Alesha Mart started its journey that time in e-commerce market has already some big companies doing businesses in this sector. 
In that case Alesha Mart have many major competitors in this market from the start. As the market is getting big day by day more and more companies are joining in the market. So that Alesha Mart has more competitor than before. 
Few of the major competitors of Alesha Mart are given below.
· Daraz
· Priyo Shop
· Evaly
· E-Orange
· Q-Coom
· Dhamaka Shopping
· Ek Shop
These are the competitors of Aleshamart. Among them, the main competitor for Aleshamart is now Evaly.






[bookmark: _Toc95592859]3.2 7p Analysis of the Market

Product
E-commerce organization itself is a marketplace. E-commerce organizations usually don’t have their own products. They created the online marketplace for products and services where sellers get the opportunity to sell their product. For that they have to provide commissions to the organization that created that online platform.
Every product has its own category so that customers don’t have to waste too much time for searching them. There are few common categories that almost all e-commerce site has. Those are given below
· Fashion
· Motorbike
· Grocery
· Health and Beauty
· Electric and Electronics
· Mobile & Computed Accessories
· Home & Livings
· Digital Goods
Under those categories, there are also many sub categories. Maximum e-commerce site has those categories in their website.
Price
Pricing is the most important factor in e-commerce business sector. There are different categories of sellers but many of the sellers sell the same types of product. For this reason, there is price variation in the same product from seller to seller in a same e-commerce website. The price differs for the quality. There are various types of quality for same product and it differs the price. As Alesha Mart is new in the market, it charges less percentage from the seller. 
Promotion
Every e-commerce site follows the promotional mix strategy for the promotion of its products and development of promotional campaigns: 
Digital Advertising
When we play video in YouTube, we experience different types of advertisemetns there. That was digital advertising. Digital advertising is most popular effective marketing strategy.
Alesha Mart Evaly and other e-commerce sites regular do this type of promotion.
Social Media
Another most effective strategy is marketing in social media. By using social media, a company can promote its brand name and products easily to maximum customers. Because in this era maximum people are connected in social media. By using that company can spread its name to different types of people and a large portion of customers easily.
Place
The place for a e-commerce site is only its website. Website considered as a place for e-commerce site and from there they can operate their business properly.
For Aleshamart: (https://www.aleshamart.com)
For Evaly: (https://www.evaly.com.bd)
For every e-commerce site they have their own site like this in there they can capture or retain the customers.
Nowadays organizations use their own apps to attract more customers and help customers to buy products easily by using these apps. But every e-commerce app is not the same; they use different types of interface with different types of navigational methods.
People 
The people that operate business for e-commerce need to be highly trained and technologically expert. More or less every organization has capable employees for their organization; but according to the business size of the organization, it fluctuates. Its employee maintains their website. They need to have a huge experience and appropriate qualifications.

Process
Nowadays every e-commerce site tries to open their own delivery system so that they can deliver faster and can attract more customers. Alesha Mart uses their own logistic department to deliver within Dhaka and outside Dhaka they use 2nd party to deliver their products. As it’s a new to market that’s why it uses this. They are trying to expand their businesses and deliver all over Bangladesh by their own logistic team. Alesha Mart gives delivery for its campaigned products within 45 working days. Where other competitive organizations deliver their products within 60 working days.
Physical Evidence 
In e-commerce sector customer don’t have any touch and feel option of buying any product. But consumers can get the idea or can see the product details by other consumer reviews. Also, seller can improve their product dimension or quality based on the reviews. All of the existing e-commerce sites allow buyers and sellers to give reviews or back the review’s feedback.
[bookmark: _Toc95592860]3.3 Alesha Mart summary in 7P

Product
Alesha Mart is one of the best e-commerce sites for grocery item. They have a huge variation in their list.
Price
Alesha Mart set product price in their website. Because they try to give all products in some discount price that is lower than the market price. Based on category the price discount is also different.
Promotion
Alesha Holdings sponsorship the T20 match in Bangladesh cricket team till 2023. In there they promote Alesha Mart as a new e-commerce site in the market. And they also use other promotional strategies which are effective in this current situation. 
Evaly has done well in their promotional strategy.

Place
As we know, in e-commerce, the place is their website. Alesha Mart’s website is developed and maintained by Alesha-Tech which is their own it team. They use the latest technology in their website.
People
As Alesha Mart relatively new to this e-commerce business, they don’t have too many employees as other old e-commerce businesses have. They are making their manpower strong day by day to provide services to its customers.
Process
Alesha Mart has their own logistic team through which they deliver their products inside Dhaka. But outside the capital, Alesha Mart uses other companies to deliver their products within time. Inside Dhaka customer will get their product within 1-2 days but outside it will take 5-7 days as their logistic team is still small and not operating outside Dhaka.
Physical Evidence 
For Alesha Mart consumers sometimes can’t see the product review or the overall seller review. But Alesha Mart always gives the best to its customer. 
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4. [bookmark: _Toc95592863]Experience Analysis
Alesha Mart is an e-commerce platform where customers can buy products from Alesha Mart website. Alesha Mart is a bridge between customers and the companies that sell through Alesha Mart. Alesha mart directly contracts with companies or vendors. Alesha Mart receives product from companies and set a discount price in their website and then sell them to customers via online platform. Different commission rate is charged for the different category products. The commission rate can be varied in different occasions.
CSC Service:
Customer satisfaction is the first priority to every organization. For ensuring customer satisfaction, Alesha Mart has its own customer service. Customers can call to Alesha Mart help-line number for any kind of information. They also can mail to Alesha Mart support center. And customer can physically visit Alesha Mart customer care service center. When customer placed any order, CSC team connect to customers for verification purpose. 
Inbound/Outbound service: 
In Inbound and outbound service, the main focus is to provide solutions to customers any type of product that customer facing thorough over phone call. And from this service we communicated customer over phone by calling then to inform update about their order and any things. And customer who is unavailable to go to physically service center they can get service from this medium. Inbound and outbound service is open for customer 24/7. Because whenever customer face any problem or they have any question they can call anytime and get their problems solution over phone call. 

Social media service: 
If customer have some basic questions, then they can text them to Alesha Mart social media service, which is Alesha mart group’s official page. They can text there and get their services rendered. In social media, customers can know about the upcoming campaigns and their delivery date and etc.



Physically service: 
Here customers have to visit customer service center then there will be employee of Alesha Mart. who will give services to customers and solve their problems directly. 

Collection of ordered products:
Alesha Mart doesn’t directly store any product. When an order is placed by the customer, seller drops the ordered product in the nearest hub. After finishing the required packaging and labeling it is stored in the warehouse. After that it is being prepared for the ordered location. 
Delivery:
After the packaging is completed, the product is ready to be shipped. Inside Dhaka, Alesha Mart delivers by its own logistic department but outside Dhaka, they deliver the products by courier services because Alesha Mart still didn’t have coverage all over Bangladesh by its own logistic department. They try to deliver within the promised time.

[bookmark: _Toc95592864]4.1 Problems identified in the Workplace: 
I was very happy to get the opportunity to work with a Bangladeshi e-commerce business. As I was working in the customer service department, I had to work directly with customers and solve their problems. By working there, I have learnt how to handle customers and so many things related to customer services. When I was there, I saw that there are some issues that need to be overcome or developed as soon as possible.
Delivery Issue
As Alesha Mart is new in e-commerce business, they have some delivery issue. Maximum customer is unhappy about their delivery service. They didn’t receive their delivery on time. Outside Dhaka sometimes they have to go to a long way just to receive their products because delivery team doesn’t know the way to go to their location. 
Communication Gap
There are communication gaps among departments. In customer service they are always updating information but social media is slow to update that information to customers. That is why sometimes they can’t provide information to customers properly and customer gets upset.
System Sink Issue 
As Alesha Mart is an e-commerce business site, their business runs through online system. For system fault, sometimes the product stats show delivered but that not done yet. Sometimes customers can’t login their id to do shopping from Alesha Mart app or website. There is are some bugs which make the app slower so that customers can’t buy products properly in short time campaign. 

Shortage of Resource (Man Power)
As Alesha Mart is new in e-commerce business, they have less manpower. They need more man power because they are one of the popular e-commerce sites in the country. And they have good reputation in the market. When they give campaign in their social media then there is a huge pressure in inbound/outbound service. For this pressure, customers and employees have to suffer so much. And also, they need properly trained employees. Some employee cannot handle the pressures and sometimes make mess. 
Technical Difficulties for Employees
Sometimes due to technical problems in employee’s user panel, they can’t properly respond to customers and do their works. Sometimes the server gets down and that time employees can’t work properly. Sometimes employees get wrong information for server down and others issue.

Customer Contact not Found Properly
Sometime some customers order with wrong addresses and wrong contact numbers. Employees can’t reach the customers that time and it will make some problems to deliver or to contact customer properly. 
Product Quality
When it comes to internet buying, product quality is a major concern. Companies must guarantee that their products are of high quality in order to win customers' trust. As a result, organizations must not only supply high-quality items, but also ensure on-time delivery as promised.
Payment Method 
The majority of consumers believe that they should pay with cash on delivery. This is the less difficult option. Furthermore, they may be hesitant to pay online. The majority of customers preferred the cash-on-delivery arrangement. That gives them a sense of security.

Service Recovery 
Consumers expect a service recovery policy in the event of a service failure, such as poor product quality or failure. Companies must provide customers with a variety of service recovery solutions. For service recovery, the majority of customers demand a product exchange policy. This might happen if the product is broken or of low quality, or if the product is damaged while being used before the warranty expires. In order to recover customers' trust, businesses must behave strategically. To assure service recovery, they must put up 100 percent effort.
Security 
Maximum of the people don’t feel secure at online shopping because they can’t see the product physically before buying the product. That’s why majority of the customers prefer cash on delivery so that they can get that whey order before giving money to the e-Commerce Company. E-commerce company needs to make its customer feel secure by giving the best to its customers. 
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[bookmark: _Toc95592867]Recommendations
When Alesha Mart entered in e-commerce business there were already many big e-commerce organizations in the market. Alesha Mart has many competitors as they became late to enter in e-commerce business. So, they have to gain more customers and give proper services to their customers than other organization to remain competitive. They need more human resources to run their work properly. Alesha Mart needs to develop its delivery system and also website and mobile phone app. They need to make easily useable app that can be used by anyone. They need to do so many works to capture the market. Few of my recommendations are given below:
· They need to deliver their products to customers on time and in right place.
· They need to minimize communication gap between higher management and customer service employee.
· They need to keep their commitments sincerely.
· They need to minimize technical difficulties for users.
· They need more properly trained skilled employees who can handle critical situations
· They need more manpower to serve customers.
· They need to solve customer problems as soon as they apprear.
If Alesha Mart can manage those recommended aspects, I think, one day Alesha Mart will be the best e-commerce site in Bangladesh. 
 





[bookmark: _Toc95592868]Conclusion

Alesha Mart started its journey when there were already some big companies doing their business as e-commerce businesses. But in a short time, Alesha Mart already gained huge popularity. And it is increasing day by day. Alesha Mart already has a huge customer base, and it is also increasing day by day. 
[bookmark: _GoBack]There is no formal procedure in Alesha Mart to measure the customer gap. I strongly recommend such a formal procedure to be implemented soon. Such customer gap, if effectively identified, can be later related to various service producer gaps. Alesha Mart can then develop various plans and strategies to reduce those provider gaps for the purpose of reducing the all-important customer gap. 
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Click. Relax. Enjoy.




